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Abstract 
The academic programmes at UKM are managed by various faculties, institutes and centres through the Quality Management 
System (QMS) of MS ISO 9001:2008 for Management of Undergraduate and Postgraduate Studies.  This system ensures that all 
processes are conducted smoothly and in accordance with the requirements of the standards which encompass the design of an 
academic programme up till the management of examinations and graduation.  The efficiency and effectiveness of the system is 
monitored through a series of scheduled internal audits, third party audits by the certifying body and also through the annual 
Management Review Meeting.  In addition, in its efforts to obtain the status of a Self-Accrediting Institution, UKM mandated 
that all the academic programmes complied with the standards stipulated in the Code of Practice for Programme Accreditation 
(COPPA) produced by the Malaysian Qualifications Agency (MQA).  As both these standards have different approaches in 
quality assurance of an academic programme, it is necessary to align and harmonise both systems such that they complement 
each other.  Therefore, this paper presents the gap analysis consequent to a mapping between the requirements of COPPA with 
the QMS document.  The results showed that 80% of the COPPA requirements are already covered in the QMS, whereas 
coverage with the remaining 20% requires amendments in specific clauses in the QMS document and other policies such as the 
Policy on Teaching and Learning, Policy on Bridging of Academic Programmes and Policy on Information Communication 
Technology.  The findings of the study can be used to ensure full compliance with COPPA if the processes described in the 
modified QMS and policies are implemented in totality.  
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1. Introduction 
Institutions of higher learning in Malaysia have always focused on teaching and learning as one of their main 
core business.  While quality was always important, more recently, there has been increasing emphasis on a formal 
approach to quality, standards, outcomes and their measurement in teaching and learning.  Compliance with 
international quality standards such as that of the International of Standards Organisation (ISO) standards and 
accreditation of health facilities by international agencies such as International Joint Commission (IJC) and 
Malaysian Society for Quality in Health (MSQH) have gained prominence in recent years.  Applications for ISO 
certification were previously primarily for the manufacturing and service industries but in 2002 UKM obtained ISO 
9001:2000 certification for the Quality Management System (QMS) for the Management of Undergraduate 
Programmes and in 2006 for the Postgraduate Programmes. In 2009, both system had been merged into a single 
QMS for the Management of Undergraduate and Postgraduate Studies.  Audits are carried out by the certification 
bodies every year. 
The use of ISO 9000 standards in developing a QMS for managing selected business in universities has been in 
practice since the introduction of the standards (Karapetrovic, et al. 1998). In many mega universities like UKM, it 
is essential to have a centralised QMS to co-ordinate and oversee the implementation of quality assurance activity 
university-wide based on policies and guidelines formulated by related boards or committees (Jung 2005) and many 
Malaysian universities adopted ISO 9000 based standards when developing the QMS for managing academic 
programmes and faculties, for example as reported by Fatimah Hashim and Halimah Awang (2005) for University 
of Malaya, Malaysia. 
The Malaysian government in its efforts to benchmark our education system against the best in the world passed 
the Malaysian Qualifications Agency Act in 2007.  This Act provided for the setting up of the Malaysian 
Qualifications Agency (MQA) which was entrusted with the tasks of ensuring the implementation of the Malaysian 
Qualifications Framework (MQF) (MQA, 2007) and the accreditation of all educational programmes and institutions 
in the country. In addition, the Act also provided authority for MQA to maintain the Malaysian Qualifications 
Register (MQR) database which contains the list of accredited programmes.  The standards required for 
accreditation are prescribed in the Code of Practice for Programme Accreditation (COPPA) and Code of Practice for 
Institutional Audit (COPIA) (MQA 2008; MQA 2009).  In 2009, UKM was invited by the Minister of Higher 
Education to apply for the status of Self-Accrediting Institution (SAI).  In April 2010, after the evaluation of its 
written submission (UKM, 2009) and followed by the accreditation visit in March 2010 by a panel of eminent 
educationists, UKM was awarded the status of SAI.  Although this status was bestowed without any stipulation of 
duration, UKM will be subjected to periodic review of its compliance with MQF and SAI terms and conditions. 
The approach and emphasis of the ISO and MQF processes are different and the exercise for ISO certification 
and audit for SAI status each year involves a great deal of documentation and evidence of compliance with 
stated/prescribed processes.  In an effort to streamline the two quality assurance processes, this study was carried out 
to identify the gaps between the COPPA requirements and the provisions in UKM’s ISO Quality Document such 
that each would complement the other.  It was hoped that the findings of this study and the recommendations would 
make all processes related to teaching and learning in UKM comply with both ISO and COPPA requirements. 
2. Methodology 
The COPPA document is divided into 9 areas and within each area there are benchmarked standards and 
enhanced standards.  The areas are Vision, Mission, Educational Goals and Learning Outcomes; Curriculum Design 
and Delivery; Assessment of Students;  Student Selection and Support Services;  Academic Staff;  Educational 
Resources;  Programme Monitoring and Review;  Leadership, Governance and Administration and Continual 
Quality Improvement.  There are a total of 100 benchmarked standards and 59 enhanced standards.  These standards 
were tabulated and each one was assessed as to whether it was covered in UKM’s Quality Document and other 
supporting documents/policies related to teaching and learning such as the Teaching and Learning Policy, Policy on 
Bridging of Academic Programmes and Policy on Information Communication Technology.  
Gap analysis is a mechanism to identify the gap between the Quality Document and COPPA, which also includes 
MQF. It involves determining, analysing and evaluating variations between both documents. For each standard in 
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COPPA an assessment was made as to whether the provision in the Quality Document and its supporting documents 
fully covered, substantially covered, partially covered or not covered at all. The procedures are as follows: 
1. Based on the Quality Document of the QMS and COPPA, identify communalities between them and 
gaps in these communalities, 
2. Assess the gaps and determine whether or not they are covered in any policies, regulations or guidelines 
in the university as well as their coverage in the Quality Documents, 
3. If the coverage is found to be inadequate, determine how to close the gap by recommending 
amendments to the current policies, regulations or guidelines, 
4. Summarise the finding qualitatively and quantitatively. 
Where coverage was not full, recommendations were made as to how this gap could be covered, when possible. 
3. Results 
Out of a total of 159 items in the benchmarked and enhanced standards in the 9 areas in COPPA, 127 (80%) 
items were fully, substantially or partially covered in the UKM Quality Document. Based on the benchmarked 
standards, 88 out of 100 items were covered whereas the coverage for the enhanced standards was 37 out of the 59 
items. The results of the mapping of COPPA and MS ISO 9001:2008 PPPS are shown in Table 1. 
From the mapping process it was found that there were similarities between the two documents ranging from 
63.6-100%  for the benchmarked standards. However, for the enhanced standards, the coverage was between 25-
100%.  Areas 5 and 6 namely Educational Resources and Academic Staff had the lowest score with only 25% and 
30% coverage for the enhanced standards respectively. This is depicted in Table 2 in which percentage of items 
covered in the UKM Quality Document were compared to the COPPA requirements.  
 
Table 1. Total number of items in UKM Quality Document covered in benchmarked and enhanced standards according to MQA – COPPA 
requirements. 
 
    Benchmarked(B) 
Standards 
Enhanced(E) 
Standards 
MQA-COPPA Area B E TC SC PC NC TC SC PC NC 
1 Vision , Mission, Educational Goals 7 4 2  4 1 2  1 1 
2 Curriculum Design and Delivery 19 11 10  9  4 4 1 2 
3 Assessment of students 11 5 6  4 1 2  2 1 
4 Student selection and support services 21 13 12 1 5 3 1 2 6 4 
5 Academic staff 11 4 3  4 4   1 3 
6 Educational resources 12 10 6 1 2 3 3   7 
7 Programme Monitoring and Review 5 4 5    3   1 
8 Leadership, Governance  and 
Administration 
11 6 8  3  1  4 1 
9 Continual Quality Improvement 3 2 3    2    
 Total 10
0 
59 55 2 31 12 18 6 15 20 
 
TC: Totally Covered; SC: Substantially Covered; PC: Partially Covered; NC: Not Covered.  
 
Table 2. Percentage of items covered in UKM Quality Document compared to the MQA - COPPA requirements. 
 
  Percentage Covered in UKM  
Quality Document 
 
MQA-COPPA Area 
Benchmarked std (100%) Enhanced std (100%) 
1 Vision , Mission, Educational Goals 85.7 75.0 
2 Curriculum Design and Delivery 100 81.8 
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4 Student selection and support services 85.7 69.2 
5 Academic staff 63.6 25.0 
6 Educational resources 75.0 30.0 
7 Programme Monitoring and Review 100 75.0 
8 Leadership, Governance  and 
Administration 
100 83.3 
9 Continual Quality Improvement 100 100 
 
During the mapping process, each item was checked for adequacy in coverage and the process where it was 
specifically covered in the UKM Quality Document. For those items not mentioned in the UKM Quality Document 
and other related documents, recommendations have been made where possible. Table 3 shows an example of a few 
items under benchmarked standards for recruitment and management of academic staff, whereas Table 4 showed 
items mapped under the enhanced standards in educational resources specifically for physical facilities. 
 
Table 3. Example of mapping process in Area 5 between the Quality Document and COPPA requirements 
 
Recruitment and Management of Area 5 (Academic Staff) 
MQA-COPPA - Benchmarked Standards 
MS ISO 9001:2008 PPPS Quality 
Document 
Recommendation 
• The HEP must have a clear and documented academic 
staff recruitment policy where the criteria for selection 
are based on academic merit. 
Quality Manual - Clause 6.2.2(a) Sufficient coverage  (TC) 
• The staff–student ratio for the programme must be 
appropriate to the teaching learning methods and 
comply with the programme discipline standards. 
Quality Manual - Clause 5.1(g) The staff student ratio is not clearly 
stated (PC). 
• The department must determine the core academic 
staff responsible for implementing the programme, as 
well as those teaching the core subjects. 
Quality Manual - Clause 5.5.1(b) 
Work Instruction P04/AK01 
The Quality Manual does not state the 
need to appoint a programme head 
(PC). 
• The department must clarify the roles of the academic 
staff in teaching, research and scholarly activities, 
consultancy, community services and administrative 
functions. 
Not stated SKT/SPPU takes into account the role 
of the academic staff in the stated 
activities.  The Registrar’s Office 
should prepare guidelines regarding 
duties at the time of appointment of 
academic staff (NC). 
• Recognition and reward through promotion, salary 
increment or other remuneration must be based on 
equitable work distribution and meritorious academic 
roles using clear and transparent policies and 
procedures. 
Not stated This matter is included in the criteria 
for promotion and selection for 
awards for excellence in service  
(NC). 
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Table 4. Example of mapping process in Area 6 between MQA – COPPA  requirements and UKM Quality Document 
 
Educational Resources of Area 5 (Academic Staff) MQA-
COPPA - Enhanced  Standards 
MS ISO 9001:2008 PPPS Quality 
Document 
Recommendation 
• The learning environment should be regularly 
improved through renovations, building new facilities 
and the acquisition of the latest and appropriate 
equipment to keep up with the development in 
educational practices and changes. 
Not stated (NC)  
• The educational resources, services and facilities 
should be periodically reviewed to assess the quality 
and appropriateness for current education and 
training. 
Quality Manual - Clause 6.3 & 6.4 
Work Instruction P04/AK 05 - 
Clause 6  
Sufficient coverage 
(TC) 
• Students should be provided with opportunities to 
learn how to access information in different mediums 
and formats. 
Not stated  (NC)  
• The facilities should be user friendly to those with 
special needs. 
Not stated (NC)  
 
4. Discussion 
Preparation of documents for internal and external scrutiny is time consuming, more so if the documentation 
focuses on different aspects of the programme. Interpretation of the standards may also vary between one person and 
another. To facilitate preparation of these documents, a gap analysis was done between the requirements according 
to COPPA and UKM Quality Document MS ISO 9001: 2008 PPPS to ensure that UKM is able to retain its self-
accrediting status as well as certification by the relevant bodies. It is encouraging to note that 80% of the MS ISO 
9001: 2008 PPPS document complies with the COPPA requirements. These findings indicate that the documents 
can serve a dual purpose. However, in order to ensure full coverage, steps need to be taken to address the remaining 
20% not covered in the UKM Quality Document. It may not be possible to incorporate all issues of non-coverage in 
the UKM Quality Document since it is a process-based approach in quality assurance covering mainly teaching and 
learning aspects. Therefore, other avenues need to be identified, for example the UKM Teaching and Learning 
Policy which can be made more comprehensive to cover the gaps.  
While doing this analysis, there are areas which were found to be inadequately covered in the UKM Quality 
Document such as, Area 5 of the COPPA document relating to academic staff recruitment and management as well 
as terms of service and development. It was found that only 63.6% of the benchmarked standards and 25% of the 
enhanced standards were covered in the UKM Quality Document. In actual fact, these matters are under the 
jurisdiction of the Registrar’s Office. Policies and guidelines are already in place to cover these areas. Another area 
of concern is Educational Resources (Area 6) which need to be closely monitored since the coverage rate is 75% and 
30% for benchmarked and enhanced standards respectively. A multi-departmental approach is recommended to 
address these issues collectively in order to attain full coverage.  
It is hoped that with the harmonisation of the two standards, it will not only facilitate and reduce the time taken to 
prepare the documents but also provide greater understanding in the management of the programmes amongst the 
academic staff and administrators such that programme self-reflection and audits become part and parcel of the core 
business in UKM. 
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5. Conclusion 
In conclusion, the study has shown that the two documents complement each other. Records of the UKM quality 
processes serve as evidence for the MQA-COPPA requirements. This alignment is not only important to quality 
assurance in teaching and learning but also crucial to respond to the current demand for UKM to be a Self 
Accrediting Institution. It may even be possible to have a single internal audit to ensure compliance to both 
standards in the near future. 
 
6. Acknowledgement 
The authors would like to express their gratitude to the Universiti Kebangsaan Malaysia for sponsoring this study 
under the project entitled ‘A Study on the Effectiveness of the Merger of the ISO Quality Management System for 
the management of undergraduate and graduate studies’ (Project code : UKM-GPP-PPKK-24-2009). 
 
References 
Fatimah Hashim and Halimah Awang. 2005. An institution in search of excellence: Lessons learnt, International Education Journal, 6(3): 291-
296. 
Jung, I. 2005. Quality Assurance Survey of Mega Universities, in: McIntosh, C and Varoglu, Z., Perspectives On Distance Education Lifelong 
Learning & Distance Higher, Commonwealth of Learning / UNESCO Publishing, p.p. 79-96. 
Karapetrovic, S., Rajamani, D. and Willborn, W. 1998. ISO 9001 Quality System: An Interpretation for the University, International Journal of 
Engineering Education, 14(2): 105-118. 
Malaysian Qualification Agency (MQA). 2007. Malaysian Qualifications Framework. Petaling Jaya, Malaysia, retrieved on 21 Feb 2011: 
http://www.mqa.gov.my/en/utama_mqf.cfm. 
Malaysian Qualification Agency (MQA). 2008. Code of Practice for Programme Accreditation, Petaling Jaya, Malaysia, retrieved on 21 Feb 
2011: http://www.mqa.gov.my/en/garispanduan_coppa.cfm. 
Malaysian Qualification Agency (MQA). 2009. Code of Practice for Institutional Audit, Second Edition, Petaling Jaya, Malaysia, retrieved on 21 
Feb 2011: http://www.mqa.gov.my/en/garispanduan_copia.cfm. 
Ministry of Higher Education (MOHE). 2009. Guidelines for Proposinged Academic Programmes at Public Institutions of Higher Learning, 
Putrajaya, Malaysia, Ministry of Higher Education. 2009. 
Universiti Kebangsaan Malaysia (UKM). 2009. Self-Review Portfolio for MQA Institutional Audit, Centre for Corporate Planning and 
Communications, UKM Bangi, Malaysia Universiti Kebangsaan Malaysia. 2008-2010. Various Policies.  
 
 
